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In order to overcome the trend tciward declining 

enrollment at Los Angeles City Colleg^ (LACC) , a campaign is planfied 
to recruit students:,by telephone. In all, 56,530 phone calls nill be 
made by trained students ^selected from a list of counseling majors, 
and a list of students who work as peer counselors at college and 
high schools. The f irst 7,000 calls will be made to^-per.sjDns:_who a^^^ 
already familiar vith^LACC.^jrhe^seGond^^^ palls win be made to 

pe^^oris livi^_iii^ t4ie--N^cJ!lff!heast Los Angeles area who have not had 
_£onia^t^ith lACC. A cost analysis indicates *t hat additional ^ 
telephone bills and recruiter salaries will total approximately 
$9,057 for the six month program^ If the recruiters ii^crease \ 
■ enrollment 10 percent over, fall 1973 (1,918 new students), and if; 
each student takes at least one three-unit course ,\ LACC cduld receive 
b,etween $2^,000 and $670,000, depending on the persistence of the 
.students. A time frame for implementation of the. project is 
presented, as are me^thods for analyzing the data, and a survey of the 
"literature is included. (NHM) 
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. CHAPT?EK I' 

i 

INTRODUCTION 



Junioj^Golleges in fehe Los- Angeles District are faced v/ith a 
significant pi;d:)lem: their enrollment is: declining in ♦both day and 
¥vening "elates . by . . . 

cutbacks! In general spending produced by insufficient Average Daily 
Attendahbe (ADA), of major concern is the fact that the inost notice- 
able decrease in enrollnBnt is .exhibited -by (1) vfonEn ahd^'inlnorities''. 



and (2) 



by, political boundaries:^ Eagle Rock/(ER) / HighlandVPark^ (HP), 



.and Lincpln Heists (IH) . ' ^ 

[Los Angeles City College supports the District-tre)|ids tov/ard 
decreased enrollnrent. ]hdeed City|[s trend v/as even mor.e severe durtog 
Fall 1969 throu^ Spring 1972, when there v/as a sharp decline, in even- 
ing enrollment* at the school :vhile W.st^>t evening enrollment remain- 
ed fairly constant. . ^ " ' r' 

Ipr, Arthur Cherdak, Director of Research for the LOs- Angeles 
"Comnunity College District, provided copies of a DistrictTeport on 
enrollmeint and attendance statistics for^Los Angeles Icity College' 
from 1^9\ to 197'1- This material is set forth as" Appendix A. Addi- 
tional information from a conputer enrollment .by zio code indicated ' 
that students from Eagle Rock (900^11), Highland^Park (90042), and 
Lincoln ijei^its .C90031) were attending other colleges. The following 
is a sumnjaxy of that information, (ITV refers to courses taken by 
.televlsioh).: \- ^* 

6 ■ " " 



ZiD ' 


Total 


1 

East L.A*. 

far. 1 U «kw 9 4 4 % 




TraSe Tedi 


Valley 


* 
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9003i 


6or 


272 


179 


. 135 . . 
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15 


900i|l 


2i|2 




v 88 


■53, 


36 


1 


900^2' 


658>' 


209 


229 ■ 


, 182 


25 


r3 



The 'nigtrict office handling irite2>distrlct permits revealed 
- approximately 900..st^dents.3^ere_atten_(^^ _ " 

located? northeast of Los Angeles City College and bordering Eagle Rodk.' 

* . . », 

However, those students do not come ivcm just Eagle pRock .but from 
other City of Los Angeles areas such "as Atv/ater, "Glassell Park, Ri^- ^ 
land Park, Tujimga., jSunland, North Holly^^o.od, as- well as the city of 
♦' Burbank; Appendi:x3 reflects a inap of the Los AngelesXJonmunity 
College iDistrict by zip code and density of student populationt The 
circled C on the map is Los Angeles City College (LACCi. . 

It- appears, tKat more ^students should be enrplUng at LACC, 



Vftiy, then, are these P9tential students faiTing^tioTt^glster-?--^\Vhy-,_if_^ 
they register, do they fail to shW iro in school for class^es Cna 
shov/sl? * And, if they show up in-classes, vrtv -do they^beccJme "drop, 
outs"? ■ . . ■ ■" 

. General research begins to ansv/er these questions, at least 
in part, it seems that the biilk of thosje questioned indicated that 
they Uave a general fear of filling jo.ut forms. Moreover, thou^tHey"-:* 
believe that more education, will enhance their Jpb and social poten- 
tial, they fear returning to school because that has frequently 

ireant failure fol? them" in the past. ' , . , 

If minorities and women perceive education as a means of 



^4 



\^ bettering themselves, yet^Hjaintain a fear of filling out fonns and a 

• ' f6ar of failing Once* again which result in their not •enrolling in 

college or ertrolILng in college and not showing up- or ultimately 

dropping out of school, what can Los Angeles .City College do to help 

W - ' - ' 

. • * ' them assuage and overcome their fears in order for them to use^ a 

^ means they have identified as one that would help thenf advance? 

. .pur concern^ls^^lso.-_for,the.genei^^populationJn^Eagle:.Rocki.. 

' \ * .Higjiland Park and Lincoln Heists v/ho, for some reason, will not or . 

* * V • . .... 

cannot come to the LACC canpus*for classj9s. This generates interest 

in a Satellite Program or Outreach classes. Recruiting students 

by telephaie, the subject' of this thesl^, vre^ devised as' a possible, 

. , way of ^dealing \slth the problem. . • ^ - 

. During Noveirber 1973, Mr. ' Gilbert Barron, Pacific 'Tele- ' 

.phone Company Consultant assigne^d to LACC, and Stanley' L. Schall, 

Coordinator of Career Education and Off Cairpus Programs, discussed 

\ ^ ; educational marketing concepts., Mr^ Barron provided liiformation ,on 

'^RioneTPoF/er'V^ar-ternuis by the telephone Conpany to describe a 

marketing technique used by private industry to increBse-^the^aalejof^ 

a particular product. Several subsequent detailed^pcxiferences took 

« 

place and it appeared there were certain applications within '^Fhone 
Pwer" that" could be used ki i^ecruiting .students by telephone • As 
,a result of Mr. Barron's suggestion and laia'flecage of telephone mar-" 
keting ted^niquesTTlMqae-reseaaa^^ Isegan. to tal<e- shape. 
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THE PRC8IEJ1 

^'Recruifeing Students by Telei)hone"-riay-be 'the first plmined^ 

phone canpaign by ,a ccninunity college anywhere in the country to In- ' 

crease enrollriTent. It -is currently an oi-goirig project at tos Angeles 

City College. ' ' \ ^ ^ / , 

•This stuc(y will detenrdne ^-rfiether recrultmenit of' students by 

f 

t«leRhone'Hll "Clgnifica^^ increase enrol'linent^at Los Angeles City 
College' &y*' at least 10^/' , * ' " * 

'^¥e hope to be able, to answer the folla-rfjig questions: 
1^ Can selected college students^be trained €q successfully^ ; 

recruit b^ telephone?* ' * ' - - \ 

2.. Caq^ a sufficient number of ^students be »recG^ted to nnke 
the VRecruiting Students by Telephone'^ program^ cost^ 
effective? ^ ^ • 

^3. Is there ,a correlation betiveen residential or geographic < 
areas and classes taken* by students-^ recruited by telephaie? 

BASIC ASSUMPTIOMS 
For purposes of this s-tucJy, we are assuming that (1) Students 
who~~S«"^selected_f5ro^^ major as counselors and 

who work, as peer^ cotinselors at college and hi^ sdaools v/ill succeed 
in recruiting 'students by telephon^, and C2) potential student^, for 
the Fall 197^ semester can be ^identified and reci!*uited througji Los • . 
Angeles City College files of I'No Shov/s" and ^'Drop Outs", as well, as 

"** 

by the use oJT; cross-index city directories for the northeast area of 
los Angeles: Eagle Rock, Higliland Park anS Lincaln Heiglits, 



DEPINnTON OP TERT^ ''^ , "r 



' Avera^ Daily Attendance (ADA) ^X"iTaxiiTium dtfstript average of 
18 hours of attendance .for students in freshman ^Jld sophomore , gradej 
courses is allovjab 16. during any'^five-day school we^elc in a regular 

quarter or semester, ^Jie ADA in a quarter or semester cannot exceed 

>\ ' ' * ' " . * 

1,2 times the nunber feAdifferent pupils enrolled as of the census' 

• • ' / . 

date. A unit* of. ADA is 555 contact houl?s of enrollment per academic 
y^ar, or 3 contact hours 6f\enrpll2Tient per. day "for the mlnimLjjn requirejd 
175 days of School, or 15 cont:act hours of ertrollment per-vreek for 
•35 weeks. Vlhenever any reference is made to a suecifid whole nunber of^ 
^ units of ADA, said number shall? include any fraction abipve said number 
nvhlch.-is less than one-half of a unit,, and any JCtac€iori*of one-half pr 
more of a unit above '^the next Icv^ygst vihole nunber. ' ; ' - " „ 



* Instructional Television (HV-i^^ College credit c^ourses that . 
are offered over the television to the public, Any high school gradu- 
ate, or, anyone over l8, can enroll and receive cComnunity College credit 

of from one to three units. • ' ^ 

. ' * « - * % 

Inte3>District .Permits Permits that 'are reauired students . 

vtfio live in the Los Angeles CcOTnunity' College District and attend 

another college outside the Eftstrict, * " ^ ^ - 

No Shows. Students \fm submit an 'application for admission 

to. the college but fail to register for their classes, . , * 

^ Drop Outs* Students who are- admitted to the college and* 

register for classes. These students enter the cjiss but drop^ out 

pi*ior to census week qr just after "census 'v;eek* ' - \ ^ • 



Fhone Povrer A term used- by the Telephone Corrpany to describe * - 
a procedure of m^ketlng a product or salves cairpaign' over the telephone. 

• ^. Peer Counselors -Counselors vrfio are students in the PsychologL- 
acal Sendces^prograitf at LACC and who provide counseling services to - • 
other s.t^dents or potential students , ^ ^ 

Coor^nators Cpllege faculty \\tio are given a full time assignor 

'ment per^forming administrative and staff functions . CoordijnaJbors per- 

.form line functions by ^direction 'fnom the Dean. .Although they are ^ 

.faelo;-/ the rank of A'ssistant Dean and have no authority, they generally 
• «* 

report to the Dearie 

\ ^Satellite Program sdries of off-cairpus classes that are 
held at a fixed location from semester to semester. Ihe site is 



knov.ni as 2(h extension of the main canpife with* administrative control 

, • ' ' ^ ' ' ' ^ ' ' ' J ' 

reraining' at the main canpus, Appendix *C is trie LACC Satellite 



'j^losophy which was vrf^itten by Messrs. Stanley L. Schall and Charles 
Brov/n, Coordinator of 'Admissions j . ■ ' ^ 

Outreach ^Glasses One or more classes held at various locations 
througfiout the city. The classes are held on a semester to semester 
basis* based on a need assessments These classes are generally held 
•in office buildings and offered in the evening or on *lunch hours. » 



SCOPE OP-IHE STUDY.'.' 



ft 



^/ ' Ihe study .will bfe limited to-.56,520 phone calls and will-be • 
^<^onducted in two pti'ases. 'O*^ first phage' will be apprG?iiiately"7,000 
phone calj.s made to per-sons v*io are* familiar- with L&CC , Ihis will 
prpvide* the, student workere making the calls a change to develop^ a 
' sophist icate(J telephone presentation* Ihe second i^ase vdn be 
directed to persons living in the Northeast Los Angeles area. These 
persons, presunably^o would hot have.tiad coQtaot with lACC. A tlrte 
fraiTB-of six months will be usfed for the oitire recruitiiig process, 
, however, the project v;ill last two years, t6 determine if these : ^ • 

V ^ 

^students recruited by phone^ remained in college. If the student 
leaves, a^lr^cord viii:|. be kept to determine the reason for.^opplrig^ 
out. * ' * - ^ * 

~t r — 



ORGANIZATIOfT OF THE STUDY 



Ihe present chapter has stated the problem,, disctissed the*"^ 
reasons why the topic is of inportance*', "listed sope basic assunptions 
defined tenns, and briefly outlined'' the scope of the study, 

^ Chapter II presents a reviev of related literat^ire and the" i 
Inter/iew of pereonnel from another College District v;ho expe'i^imented 
/xwith recruiting students by telephone., . 

^ Chapter III explairis the procedure used^in the design of 
tlieS study. ' , ' * . » • . 



— ? . ■ -CHAPIER II . ■ • ■ 

HE7IEW OF RELATED IITEHATURE ^ 
' . * . BACKGROUND,' ' ■ ' 

Rec3?uiting new students for a cormiunlty college by. telephone 
is .apparently a relatively new technique • The only other college 
^hat the researcher was. able to identify that -has u^d.|L siini'lar 
approach was. the Peralta Community College District in Oakland, 
California* "Ihey used volunteers for five days in ca,lling prior 
students • Details ,of this program will be explained later, - ' 
/ A search of all available documentatioi^ on recruiting by 

telephone, telephone instruction, and telephone cOTmunidations 



.thrpu^^the Division %of Research, Office of ' the Los^^AngSle^Gebnty 



, « Siperlntendent •6^..SclToo]5:, knc^mras 

.\with 2Xof1:laem remotely covering the problem area. A review oT the 
\r --^"T "fcw^lve^nost-promising documents themselves .did not disclose any 
; ' . sigiif icant ijiformatioh, pertaining to recruitment enrollment t5i?ends 
.or telephone- calling techniques. , ..^ , - ' v ^ 

-It appeared that Peralta Community College District ahd.-Los 
_ ' Angeles ^City College are the> only toown colleges -involved ^In such 



expeiUnental research. . , 
- Research of literature i!s therefore directed towara^ 



(1) enrollment trends thrpu^outl the IMted States, and C2) educa- : 
ticnal marketing theories and the ^ interview of personnel involved in 
Peralta Community College Districfe^s proj'ect. ' \ 
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National Enrblljnent Trends ^ ' " " ' 

Lyitian A.^' Glenny. states (1:3) the average age of those who 
attend college i^^on the rise, especially In community colleges, and 

a greater prbportion^of. stxidents are part-time rather than iTull time.,. 

. • ^ »* ** 

(jlenny continues that (1:4) the average age of stuiients vfto attend 

ft I ♦ ^ T 

several 'different types of proprietaiy Institutions "in the 18 to 24 
'year old range ,is.tfte same as for iconmunlty- colleges. This .fact 
seems to indicate •^tliat5"*whereas the cpll^egg^ing rate is dojm,. the 
pes t-§econdary^ education rate may^ be-unaffect^,-,or may Be going up* 
Glenny conments on the spending of fedeim dollars^ for ^lew- 
income students^Ao attend a post-secondary school HL:5)« In 1971^ 
the^ federal governnent provided the bulJc of its studait aid dollars 
-to the* la^/est income families. The Nixon Admirjistratiai supported 

a plan that provided aid to ' families below^ median* famil^ \ncome and . 

^/ . ^ ' , <. \ ' 

md^st went^td the lowest^ incqme families, -^owever, un'subsioized loans 

were available to those above the $l6,000/?per year' level, Tnk 

problems for offering M"d*'to"^the^lowest-^income--groi?)s^ei^ coirpounded 

-by thedntrodudtion of new loan programs which covered a. wide spec- 

— : — ' — ^--i . / ' ' . ^ - • * ^ ' 

trum of family income groups. An additional factor ii\/Unding needy-^ 

• ' ' ' ' \ 

potential college students (1:8)" is that none of the .major -federainy^ 

funded atudent aid 'programs^ has'^^ver been fully funded at the leveL 

planned to me'^ the demonstrated needs of. the, students for vMch the' 

* ^ 

prograiTi was. ai^tljiprlzed. / . / . ■ * 

j\S inflation increases, the losiers (1:11) are the Iw income 
students. They v/ill be limited to no collee&> to short courses in 



proprietaiy institutions, or to public institution?^ able to nalntaln 
low tuitiorts r: ~*pi*inHrlly the coninunity colleges • 
, « Glenny comfnents on the Census Bureau (1:7) who eiStlnates a 
sharp drop in the^^nuiber of college-age youth after 1980,^ almost 
paralleling the sharp rises during, the 196a-ys« By 1991, we will 

have about ,fehe same nurrber 'of colle'ge age youth as we had back in - 

^ ' " »^ , ' ' ' '* 

1965 or 1966. Unless the number of live births shows ah increase in 

, - * " ' ' ^? 

1973 or.l97^i the nunber of col3^?ge-age youth \^rill, of necessity, 

show further declines after 1991. ' nurrber* of I8 to 21 year olds 

— the traditional age ^ooxs^ furnishing most of the students to 

colleges and universities — will be reduced by 23^ beti^een 19 80 

and 1991 (1:10). ^ . ^ ' 

Fall enrollments in hi^er^educatidh for the periods from 



1969 to 1971 were as follows (2:1): 
' Public, institutions - 1969 Eall 1970 Fall * 


% Change 
1969-1970 


Uliversities 


.2,233i-7§,6 2,-3507204 , 


+5.2' . 


Other 4 year 


1,857,837 2,023,882 


+8.9 


. 2 year ^ . ; ^ 


.1,847,910 . 2,101,972 


+13.7 

> 


■* 


- ' 1971 'Fall 


% "Change 
1970^1971 


Tfrilversities 


2,372,551 


, +1.0 ' 


■• Other 4 year 


2,115^,522 ^ 


+4,5 , 

• ■* 


2, year 


2,366,612 


+12.6 



There has been continued gro\^rt>h of enrollments in public 
two-year institutions (comnunity colleges) in 1971. Coirmunity 
colleges increased substafttially fVom 65^ in 1970 to 699 in 1971, 
an increase of 6.%. The colleges opened to a rather large, enroll- 
msnt and their enrollments tended to increase i:athe'r rapidly for 
the following several" yeaps • There has been a recent increase of 
interest in vocational programs, arid community colleges are* generally 
more responsive. to community or area needs (2:2) • 

TV/o-yoai' institutions enrolled 90.9^ of the national total 
^ of terminal ctcupational^enrollments.ln 1971, an increase of 28.2^ 
over 1970. This was substantji^ally greater than the 11.9^ increase 
in total enrollment in U^/o-year institutions over the safne peribd 
, (2:5.). . , ^ ' 

^ Virtualljf all gairis -Jn the enrollrent gjf first-tine students " 

t * . V, . . s * . 

in Eall 1971 are attributable to public tv/o-year institutions, .v;hich 
enrolled 9.8^ more first-time students in the Pall of 1971 than in 
1970 - and even this increase.did. not- keep pace 'With the 12,6^ 
increase in total enrollment in public t\^o-year institutions. 



Marketing Education ^ 

According, to Thonas E. Corts (3),, a college is the "seller", 
the product is education, and the student (with his p^nts, perhaps) 
is the purchaser or consumer. . * - ' 

- Corts continues, as with business .and industry, lii^er 
educational institutions must assunB a consurrer-oriented posture* 
Such a coirniitment involves managenent goals^ Taculty and administra-, 

tive education and reformulatioji of some loig-standing practices . , 

* . * « ' . 

Eugene H. "Pram sunmarizes his theory oh. educational market- ■ 

ing (4)^ in the^ field' of higier. education, a>n3arf<eting approach can^ ' 

help^ the .college to focus on- the customers and to make realistic. , 

assessments of what they are and v*iere they' are going, because if , 

' ' ' , 

the^-'cusfcdmers' don't buy, the institution ^rtll^-die/ 

At the risk of ''turning off" college adidnistrators because, 
of the so-calied secular attitude of business methods', let's look at 
one major maSagement 'area that is norrnally neglected by colleges 'arid'- 
universities. It should be kept in mind that business techniques 
can be used in operations aiired at goals other than profit These * 
topis can be used to increase efficiency in reaching an institution's 
objectives, as de1\ennlned by the, school's previously-established 
philosophy, so states Robert G /lynch (5)- ^ 



Peralta Comnunity College District 

Without calling it "Ehone Power", Peralta Comnunity .College 
District Initiafced Operation Call Back in January. 197'*. The Intent 
;>6f the project was to have as many as possible foriner Peralta Con>- 
munity College. District students return to. college. The concept 
was designed by Dr. Ihcmas W. Fryer, Jr., Chancellor of the District, 

■Mr. H-. Pat Balen, meiiber of .the Board of Trustees of 
Peralta, and ^fe . Beverly Mitchell,, Director of Public 3j:ifoniation 
•for the College .Di-strict'were interviewed by Mr. Charles\ Brown on 
. 26 June 1974 re^ixaihg Cp§ratipn Call Back." -Some. 300* persons from; 
througiout the. District were generous wi'th thpir time, volunteering- 
long everdng,hours to. nake-the tfelephSne .calls. Among thes^were " 
25 volunteers from College of Alameda; .39 ffom North Peralta Com- 
munity College-;. 133 from Laney College; kO from ^ferritt College .and 
' 60 from the District office. "A 'total of 14,869 calls was made , . 
within a five-day perid'd, stated Ms, Mitchell. ' « 

- Mr. Balen, stated that, of the 50;Q00 fonier students to "be 

contacted by 300. volunteers in five evenings, .the 14,869 calls _ 

y • ' ■ ■ ■ 

resulted *in about $700,000 additional Income. This amount repre- 
sented an increase of 685 ADA beyond estinates made in the E^ll of 

1973. " ' 

■ -Copies of th6 general Instruction" for Operation Call Back. 

are 'at the .end 6f this chapter. Althou^ Peralta' s Operation , 

Call Back did not use telephpn© consultanlJg,. arid it was structured 

differently from that of los Angeles City College's. effort, they 



acHieVed success and shoul'd be cormended for their District-xvlde 
effort and si^Dport by- their faculty, staff, clerical and admlnis- . 
trative personnel, , ' / , . 

National ennDllinent trends indicate more minorities will 

: ' ^ . 

be -CQming to community colleges, as. federal aid^to^heec^y students 
begins to dwindle. There ?ias been an increase in students over 21^ 
attending college part-time for terminal or occupational programs 
.and it is anticipated! that, between the years- 198O. and 1991, the - 

'r ' ^ ' • 

nunber of 1^21 year olds — the traditional a^ group furnishing 
^most of .the students <t'p colleges and uni\^rsities will be 
reduced by ~23^'. "" 



'If the collets; are to provide eiducational services to the 
Gomnunity, they vrLll havp to devise some! management tools for mar*- 
ketlng educational programs' ,vM*ch should be based on a needs 
assessment, ^ * ^ 



\ 



" - Ihe success of Per^Ita Community College District's 
Operation Call Back-is indicative of what camf be acconplished by^ 
using the telephone to recruit; students for community colleges. 
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THE PEHALTA COLLEGES . ■ • « 

Office of the Chancellor 

' General Introduction and- Instructions to Telephone Phase of Operation 
CallbacU: 



There are t^reemain purposes of the personal telephone phase of 
Operation Callback: 

1.' to express in a vartn- and *f riendly manner a continuing interest on 
the part" of the Peralta Colleges in the individual's who have 
attended one of our five institutions. 

^2. to invite these individuals to retUrn to one of- the*Peralta 

Cofleges and participate in the many educational, services still 

av¥iTabI^ through* -our-Dis trie t^ ^ \ „ „ 

^ 'I - ' ' ' ^ ' ^ 

3. to obtain important infonnatioh and feedback from our former - 
. students concerning their experiences in the Peralta Colle'ges and 
ways in vhich xre may be able to improve our services. 



^ .Each of the' above is important" . , 

It is ehtirely^pcssible that some individuals iJho receive calls from 

us may.be irritat.e4 by being bothered again or may feel thar a telephone 

^ call to them is ixiappropriate for some ^reason ^or another . Should this . 

" occur, it is important that-th^e caller maintain a friendly attitude, 

, express- continued interest, in the- individual, try to obtain unatevej , 
information is" possible concerning the i-ttdividuall-s experience in the 

.District and sozne feeli'ng for why that person is not happy_with..our 
District . Ac no time should a caller engafte in an argument or -any^ _ , 
kind of -'heated discussio n" with an individual being called. ^ ^ 

It; Is possible that callers may be asked questions they will b'e unable ^j. 
to answer, e.g., questions on curriculum or class schedules. In thi^s 
' event, r^ither than Tunning the risk of giving^ncorrect inf orm^tion,,:^ , 
.callers. should recoimehd that -the ii\divixiudl call the College, for a 
counseling appointment. r ■ • 



It is also important thatt the interview schedule" 'be conpleted 
during each of the telephone calls not be" read in a rote fashion. - A 
casual conversational approach should be made with individual adaptations,, 
of the'script being' made by the caller* in such a way that- a personal 
tone is communicated rather than a mechanical reading fvom a script.- 

• • y 

This entire effort is crucial to the success of our iJistrict's operations 
during the -remainder of*'1974. Your willingness as a staff member in the 
Peralta D'istrict to volunCe" your fin.« anS'seTvicc is -greatly appjreciated. 
ThahUs! - ■ ; ^, 

And* good luck vj>h your calls. ^ 
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^ (Keep telephone calls brief, voices warm,' don't read the form .and pake notes with 
V,,^^ replj^ information. Print clearly; if someone else carinot' read your witihg, then 
the call t;as of no"h^rp. Cocsmunity college districts find it- especially difficult 
to follot; up on past students. All of us need this infonaation in order to serve 
students.) 

■ ■ • ■ - 

'NAI-E OF STUDENT PHONE- NO. . ... ■ 

.... J «_—_____—_ 

■ '■ COLLEGE AITEHDE D " (No answer) 



^ date/ time date/time 

(Write person's jane and phone number on form after dialing but .before person answer^) 

"Go.od evening. * from the Peralta Conmunity College District. You may 

remember that ^ President of College, sent you a letter asking if 

/y^M^^tght ?ilCe to Enroll ^sain. Ue are telephoning to find .out if .the college 
district can serve you again in any nev;- way T ' ~~ ~: ^ - 

Do you mind If I ask you ho^7 you liked attending ^ College and vhy you enrolled? . 



TJhy did you happen to' le^c ^ College? 



Do you feel you got what you needed there ?_ 



We. need that information so ue can do a better job for all of our 'students . 

* * ** 

Do you have suggestions for, any net; programs? ' 



Do you have any other comments? 



\ '* If you have a job thnt keeps you. 

from attending wcc!cday classes,^ some of the colleges have Saturday classes and all 
of them have evening programs. ^ All Peralta colleges are taking registration now 
for the new terms. Locally ,tlicsej.nclude College of Alanedn, Laney, Merritt and 
4l6rth Peralta Coileges. If you\t\ced^''morr.rniorm,oti.cn^ call .33*4-5500, the Peralta. 
District office, or any of the colle3es--they are all listed in the telephone direc- 
tory under Peralta College^.* Thanlc ycm so much for your helpi Me arc sure there 
are courses in the Petalta District that\^ou would enjoy and find useful. Wliy not 
» check w ith us occasionnYly. Mew classes ci re developed each term> thanks aj^aln.", _ . 
pnjp" r.eturn this completed form to the Office oTthc President if at ^a'Vpllegt^^^ or Office 
tl^^ of Information Services .1^-^ the ijit?- Of hce* ^ 

, . ir ■ , \ 21" ' ' 



CHAPTER III 



Introduction 



TOie, researcher has d^gied this ^^tudy around a descriptive . • 

and experimental approach utilizing Los Angeles City College students 
I 

from the Psychological Services Program ^- Peer CdLuiseJ.ors to 
recruit' students by telephoie, * Some basic management principles will- 
be incorporated Into the report along with foiTTB specifically desigied 

to ^ther and.sanaly?;e the data. " ^ ^""^ _ ^-^ ^- - !. , 

' 'Sources of Data ' ' ' * 

Census tract -information wi^l be used ^ to. provide demographic 
data 6n the Northeast area of JLos Angeles.. Enrollment trends ,will bje^ 
at3:alyzed at the Los Angeles Community College Distr^ict Re.search Office; 

Cost analysis ^ta will .be- developed/from. anticipated Tele- 
phone Conpany charges and the State of California Community College ^ 
ADA foirnula for career educatioi students. No sho\^^arid dropouts 
vdll be identified and their records collected by lACC Admissions 
^ personnel. A cross index City Directory for-the Northeast section of 
Los Angeles (Eagle Rock, Ri^land Park anfi Lincoln^, Heists} '.>dii' be 
•^rente^ for the second phase of -the recruitment plan. Existing 



college foruB and conputer printK)Uts will be used to 'record students 
emt)lled, their z^p codes and classes, as a result of the study. . 
A questionnaire will be designed for a limited~survQr prior to ' * 
Phase 11.^ \ ' • V 



'Research. Method - Phase I . " ' 
» • . 3 • « . 

Before inplementing the study, a ccpt analysis and tiine 
fcame must Be subniitted to the JDean of tEhstructloi for review and " 
then, presented to. the College President ■al;id the remaining staff for 
approval. * • — — ^ 

Ihe cost analysis will have the folla/ing.breakdown: 
1. Nuirt?er of* calls to be made ^ 
"2. What horn's of the day the calls will be made 
3.' Startifig and closing date of the study o 
Hew many student workers vrt.ll b a hired ^ ' 

5. Salary for student workers^ - r 

6. -Expens^^s for in--service training 

t • • 

* ?• Mileage, parking and meals for in-service training - 

8. Identification of success rate so a return on the 

. ^ jjivestment cari^be ^conputed ^ ' ^ 

9» Nunber q'f^ telephone instrumehts to be used v/lth a private 

line (PL). Telephone nurrber is different from- 

any of those at the college. 'Ihlq is to control 

' . . ' telephone billing. . ^ . ^ ' 

A cost effective analysis "was made, see Appendix D, Vihich," 
revealed that for an outlay of $9>057, the College District could. * 
.receive a minimum of 420\^l4*8il and a maximum of approximately 
,$^70,1^0. Ihese" figures *are based on a 10^ increase cf enrollment 
over the Fall 1973 semester - - 1,918' ne^7 students — and tha^ each^ 
student took at least one' 3-unifc course. This vrould mean 5>75^ units 



or hours of instruction. If the enrollment remains constant - - 
the new students r^emain in college for one year - - then this amount, 
could he ^comput^d. under the Foundation Program Guarantee for Ai)A. 

A time fiBme. must also be developed -for the presentation. 
The outline is as follows; j . " 

Nov. 1973" Conceptual model discussed , * . ^ , ^ 

Jan. 197^ Collect and 'analyze.- <data for cost analysis. as ^ 

Collect enrollment trendy ^ta ^ ' . ' 

J:-'--. ^Deve^op^ general needs^ assessment 
Feb. 197^ Present proposal to College President and staff 

- Receive Spprpval^for 3tu(3y 
Notify Academic Senate of potential study^, 
Ihttiate natiomide computer searcii for similar 

studies so 'as to increase "ratio of success^ 
March 197^ Bridget ^proval received - \; , ^ 

, Intervtevr for student worlcprs 
Develop and hold dn^ervice trainlhg 
. ^ Confer with Counseling and Admissions^ staff 

Identify location vihere study \d:ll be conducted 
April 197** iiiplement Phase I of the study „ \ 

Obtain daily^ reports and weeldy summaries 
' ' ♦ 6i-v/eek2y reports \to be made to Dean of Instruction 
and College President * *\ \ 
197'' .pritique-proced)ires for possible change 

^ ^ Meet v/ith Eagle Rock Chamber ,of Cormerce for support 
■ of Satellite Center 



June 197^^ '. -^Conplelg Riase I /' 
Review and critique' • 
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■ Retraining for* Phasefir 
InpZement- Phase II .^^ . ' . !, . 

^ . * Provide bJ.rveeIdyA reports to Dean of l^istructiori ' 
^ ^ ^ and College Presi^dent * . 

July 197^1 Critique procedures for possible change 

Aug? 197^1, ^. Register new students for classes 

Make folla/t-up on .those who did not sha-f 
Sept, ''l97i» * Terminate, phone calls, for new^ students 
^ Make followr-up ort dropouts 
' Provide smmaiy report"- 

d)tain listing of students enrolled as a result-'of 
\ . _ f 

^ study and record classes taken", the^r age 

and zip co^e ^ ^ 

Jan. 19.75 identify, students^ still in college and .record 

classes. , Determine vJhy students dropped out 

Sept. 19-75 - ■ " - • - ■ ^' • 

Jan. 1976 Safra procedure as in Jsn. 1975 



Conpute'all'availaBle data for final analysis ana 
conclusions. ^ ^ ' 



Presentat^pn of the. proposal to the cpllegeTstafT wiil. ** 
include the ^material prepared in Appendices A, B and D, "and a demo- 
graphic stuc^ of- the Northeast area. The manpower profile by zip 
code will come from April X973 census tract irifomfetion. The demo- 
graphic study is needed to show the target s^opulatiorr^o be called 
during .Phase II gnd will be used as part of the needs assessment. 
^The stucjy will contain the following Information; ^ ^ , 
t 1, ^ Total population sanpled 

2. Ifedian. years of education by age . v . . . - 
' '3- Population over the age of .25 that conpleted 

varipus levels of education 



i|, ToU^l labor force 
5, Occupational distribution^ 
6/ 3>idus trial distribution - ' . . " ^ 
* The 'results of the/d?mographic study are set forth\.as 



Appendix E. 



' .Those in att;endanc^ at the President-^s staff meeting \d.ll 
include Deans of Instruction, Admissions, and College Envelopment* - 
\snie Dean of Admissions is also responsible for the Counseling 'Office 
which will be n;^irt ob the 'services offered over the telephone .fco 

potypntial students-, who^ave a ques^on-that cahnot b'e^ansv^ea^ed by 

* * * \ ^ ' 

'the student woricers; • * - ^ ,^ ^ • • ; 

• < Fir, Robert de Guevara, Pacific Ttelet)hone,Conpany Fhone'Paver 

Representative, i-^iil also attend the staff me^eting to discuss- the 

objectiives^^of the Phone Power system and hey it relates to the 

colie^ proposal to^recrOit student:s by telephone^* i 



The ifeseaiTcher agreed to assist in the development of ' 
jmteri^|U£orJn-s^ accqirplished at Pacific 



7^0 So. Olive, Los ^Angeles, 
ed that the student workers 
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Telephone Conp^ny offices located at 
**• The President's staff suggest 

applying for Jobs as telephone recruilbeifs; come from classes taught 
by*LACC faculty n^nbers p^icipatinglin training peer counselors 
which "Is under the Psychological Services curriculun. These faculty 
members will be asked to inform their classes that there are^ob operv-' 
ings for students interested in doing ^orne telephone recruiting for 
new ^students. In -the attenpt to assure! a multi-ethnic, bilingual 
group of six males and females, the foll^a^ring ariteriit will be 
established: 

A I 

1. An ability to speak, cleai'ly and be understood ovfer 
" * , , the . telephone ^ ^ 

2. ^ Be able to enpathize v/ith the prospective student 
3* Khowledgable about college procedures and course 
» , - c curriculum 

' . Be^- self starter ^d able to, generate enthusiasm 

Final selections will be made by a faculty menber and the Dean of 
Jnstrnaation. ' . • v ^^^^ ' . 

IHe researcher 'and Mr. de Guevara prepared the material 
contained in Appendix P, Training of Los Angeles City CoUegs 
Stud^nts>ffor Phone Power. Additional handout material was provided, 
"Reactivating Inactive Accounts the Phone Power Way" printed by the 
Bell System, #LLM* 7086^1 (2/72). Certain v;ords were inserted in the 
publication tg meet the needs -of the College. 

. * , * ■ 27; *■ • • " ■ ■ 
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-:fee-4^rairiing'-aay-wt ll,.>t3i30 iH elude role playing and the 




crlfciqueing of the ybles -by thf students. This will provide sore 
realism to /tHe training. Mrs. Glacis Harris"^ Super^dibr of Clerical 
Personnel in Admissions, and Tte. Linda Daniels, :^als[6 of Admissions, 
will attend the training. Both Women will be xised as alternate 

... ^ h 

sipervisors of the student workers inaklng calls' on Saturdays when ^- 
-# • ' ' - 

. the college is nonnally closed, * . 

' — -> 

The location for the actual telephoning is inside the. college's 
Conputer Center, Three phones, desks, and sipplies were ^.t ip with 
- the folders of No Shws and Dropouts. The folders contain former 
college Applicatior^s for Acbnlssion vMdi. include the studint 's home 
telephone nuirber. The files, will be from the Fall 1973 and Spring 
1974 semesters and will total 6,919 » 

The p^-carrpus fSnh, AppendLx G, is used to reactivate the 
student's file, Siirple records are kept to record nunber of calls 
''made and.nunfcer of potential students vtfio will ret\im to^ college 
Phase I of the study. TVo flow charts were designed: Processing 
Conf iiTned Telephone Contacts , Appendix H, and Overall Procedure for 
Phone Pcwer Program, Appendix This material will be given to the « 
Student worke'rs to shov/ them the processing procedure. 

The following daily procedures were inplemented to provide^a 
structure'^for the student, workers and to establish accountability.,^ 
and validity to the study : . * ^ ' 

1. Check in daily with Mrs. pladys Harris, oi* 

Mrs. Linda Daniels for any addition^ 
instructions 
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Organize calls for the day.* 3rarstvnBke any call^ 

^. - _ 


• ; 








backs from the previous day ^ " ^ . 


.„.i 




3. - 


• •I^ntairi^ accurate records of calls, Ex^le for - 




^ 




' a successful call . / 


' t 




k 


a* 


Clip short application tcr the front of, 
original Application for Adinlssion 


i 


o 

t 


v 


b. 


'indicate on short a^plicat^oi (i^pendix -G) 
the area of interest (subject) In V7hich 






» 

» 




the potential student wishes to enroll 
Student signs initials i;o short form / 








.Recor*d daily the nurrber of ^alls made and successful 










enrollments * • , * . 






5. 


Any call-backs for counseling will be given to 

Mr. Mario Tartaglia, Senior Counselor, who 










in turn will distribute the calls to other 










counselors. This vrLll be done on a daily 






• 




basis-. The counselor will' be provided the • 










follcwijne inforTTiation on the potential 






r 




' students : ... 




s 




a, 
b. 


Name ' ' ' • 
• 

Social security nuirber . ' 








c. 


Date of birth 






c 


d. 


Phone number 

krea, of interest . ' * « 






< 
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6. leave messages for ^sipervisor In,. faculty 'inall box^ 
?• Place phone locks on instrumsnts when leaving 

At the conclusion of Ihas.e I, a letter-kill lie ser^t to t;he . 
potential student, Appendix L, to inform fiirt of one of i&^e dates 
^that vri.ll be used for a special *registrattion procedure. Only this 
select' group vriLll be processed for their classes on this date, at a 
special" location on cairpus.. Phase I group was designated for cairpus 
enrollment only. Phase II \h.il be divided intq two preferences for 
.attending classes: Satellite Center a*id the lACC cairpus • . 

The Riase. T and Il'groups will have address/cards made up on 

all students and a name plate will be made up for future mailing of 

♦> 

material sych as class schedules. "Phase I and II students \>ri.ll also 
receive a packet of computer cards' which will be placed separately in 
Holmes Hall Room 6, vihere these -students will register. 

i 

* . * . • ♦ 
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Ffesearch.-iyfethod - Phase II /" * 

Prior to the caiclusion of Phase I, Information should be 

obtained to determine if the local comnunities wou^d sipport a- 

Satellite caiipus, "Althou^ a needs assessirent wijl indicate nenfcers 

of the canmunity \>/ho desire to continue their education, it , is 

\ * 

^ - ^ * J" . 

Inportant to obtain business and civic leaders* support t * " 

Arrangements v{ill be rriade tq' attend an Eagle Rock. Chairber of 
Coirmerce ineeting. College staff will provide an audio-visual presen- 
tation of lACC and answer questions about the canpus and a possible 
Satellite Center. At the 'conclusion of the reeting, a questionnaire 
will be handed out for a sairpling of conmmity reaction. Ihe 
questionnaire is listed as Appendix J. ^ ^ 

Phase II recruiting will he directed. to support both the 
Satellite Center and the main canpus. The calls will be to random 
persons residing in the Northeast area. Tf^ese will be 'tlind calls"- 
because there has been no previous contact with them. Their names 
will be selected from cross-index city directories rented from the 
Telephone Conpany. ^ \ 

Telephone techniques for contacting this group will have to 
be altered because, inasmuch as v;e know nothing about them, we 
cannot assume that merrbers of the group have even a remote interest • 
'^in education or in going tjo LACQ. Hence a need for a retraining 
session. The retraining vd.ll be for sipervi^ors and student workers, 
with Mr. de Guevara reviewing pre-call planning and the telephone call 
outline, Appendix K, v/hich v/as specifically designed for this phase. 



The initial st.ep-irx selecting the target population in the 
Northeast area begins with locating of the area oh a city rnaip of the 
greater Los Angeles area. The map book' is •broken dcwh so that each' 
page- takes In about 50 blocks. . The student workers will identify . 
residential zones only. Once located, the area is niarked with a 
daiic pencil and the street names within the boundecj area are extracted 
froni the map and listed In alphabetical order. 

The seccnnd step be^s .vrLth the locating of the telephone ' 
nurfbers of the residents oi the 'listed streets via the ib6 of a 
•Cross Index City Directory (Northeast area). Ihe listed streets aire 
copied arid used by the student workers as they make their direct^ con- 
tact with the residents within the target area. 

The third step is the actual pontact of the resident. The 
student woricer will use Appendix K as a guide in making his calls. 
Questions are asked and answered by both parties to clarify miscon- 
ceptions and assist the potential student in siselectlng a general area 
of study* A short application (Appendix G)' is taken pyer the phone ^ 

X 

which Includes name/addjjess, phone nurrber and courses of interest. 
This groiip is. also broken down to the potential student ^s desire to 
attend the LACC cairpus or the Satellite Center. If the student wants 
to attend the LACC cairpus^ he will receive a copy of Appendix L. 
Should the student select the Satellite Center as the location to/ 
attend .class,- he will be sent a .letter with a class-; schedule to 
indicate the date, time and location of the courees. The student 
will register in class either the first or second night of class. 
The registration will be handled by the instructor. ' ; 

.32'- ' ■ ■■ ■ 



... ■ ■ 'A V 

A log sheet, Append!^ specifically cJesigied for^ Fhase n;. 



will tie used by the stiKtent workers • ^ It will contain the name of 
the student vibiker (specialist J, dates covered, total calls made 

the day, positive and negative response Cwill, or will not, attend 

* * \ 
college), other response^,^ letters mailed to register potential 



students, folla/f-up letters and nurribdr of courses desired) The word. \ 

\ I . ■ \ 

"other" related, to persons who inay be Interested but need time to 
think about it. Letters to be mailed out, including* the folj-low-ip 
letter,, appear .as part of Appendix H and Appendix L* 



. \ 
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Treatmsnt of the Data 

At the conclusion pf Phase I and Phase 11, slnple graphs will 
be Trade to show the nurriber of Applications for Admission conpleted by 
the week as coirpared to the nuijfier gf contacts' nade. Flexibility is. 
bililt into both phases so that changes could be nacie, if necessary, *' 

At the tiJTB of registration for classes, tRe following data " 
will be collected: name, age, social security nurrfcer, zip^ code, irale 
or female, selection of day or evening courses, and course titles, ^ 
This information vrf.ll be checked at census week;>rith the "college 
conputer printout of . all students. 

The above naiDes will be checked a^lnst the basic list of 
those who stated they v/ould enroll; and the No ShOTs will be called 
to determine \^rtiy they" are hot attending college. ^ ' . 

If 1,918 students enroll for the F^ll 197^ semester, the - 
study wili be called a feucc,ess-tp date, However, a true evaluation \ 
is if the 'students remain in college through census week of the 
Spring semes ter^ Januarj^ 1?76» 

Once the initial data is evaluated (by NoveniDer 197^), 
SOTie conclusions may be identified. Havever, the return on the 
investment will not be knavn unttl July 1975, ' * * 

♦ • * i * V 
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Two^Year Enrollment Comparisons . ^ 

— ; : : . _ ,^ 

Enrollment at Los Angeles City College in various student categories dur- 

ing the 1972-73 and 1973-7^ academic years is shown on p. 32* City exhibits the 

.District-wide trend of increased enrollment of stud,efit,si aged 21 and over; 

this group represented 71.2*/. of City«s total enrollment in Fall l973« However, 

City supports the District trends toward increased enrollmient of evening rela- 

tive to day students, only in the Fall, and the trend toward increased earollment 

of first-time relative to continuing students only in the Spring, Most interest-' 

ing is the greater increase in enrollment experienced by male" students relative 

to female students; the District-wide trend, is toward increased enrollment 

of the latter , group, ' 

• \ 

Ethnic Enrollment Data ' 

Ethnic enrollment 'data for Los Angeles City College are presented on p. 33. 
"Othef VThite" and Black/Negro students comprised the two largest ethnic groups 
in Fall 1973 ( 37.0'/. and 32.3%, respectively). City's Fall 1973 percentage of 
Oriental/Asian students (12.67.) was the highest of any college in the District. 

Ten-Year Enrol Imertt Comparisons ^ ^ . 

Ten-y^ar enrollment data for Los Angeles City*College are presented on pp. 
34. and 35* The yeaif-to-year trends in day enrol Imettt are generally in consonance 
with District-wide trends. An unusual characteristic 'at City, however, was the 
sharp decline in evening enrollment evidenrtrlDhTFall 1969 -through Spring 1972* 
District-wide evening enrollment during ^.his period, was fairly constant. 

•37 APPEMDIX A ■ 
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LOS ANGELES 'COMMUNI-TY" COLLEGES 



ENROLLMENT AND ATTENDANCE: -.1964 - 1074 



Weekly- Stu dent Contact Hours (WSCH) 

WSCH and WSCH pe^ student data for the academic years 1969-70 through 
1973.74 are presented on pp. 36 and 37. City shows the- District-wide tpend 
toward decreased clas^ loads for day students, and increased d'ass loads for ^ 
evening students. The class loads "at City were 13.34 hours for day studehts 
and 8.03 houVs for evening s>dents iiFall 1973). In"Fall 1969 the comparable 
loads were 16.16 and 6.96 hours. / • 

Average Daily Attendance ' ^ 

. Ci*ty's day - evening comparisons are present-ed on p. 38 and the OTA 
DA comparisons on p. 39. The data'indifcate that City supports the district- ~ 
wide trends in both day - evening and OTA - DA ADA comparisons.". ' . 



^\ VS. ^ 
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LOS^NGELES COMMUNnT COLLEGES 



;ENRqLLMENT AND ATTEN-DANCE: 1964' 



Day 

: Evening 

Male . 
Female 

' Full-time 
Part-time 

Freshmen 
Sophomores 

' First-time 
Continuing . 

Under 21 
21 & Over 

Tot'al 



Enrolliaent By Category: 1972-73 vs..a€l73-74 
. Los Angeles City College 



-~ ' — Fall—- 

1972 '■ 1§'73 - 2Ch. 



12226 
7396 

9555' 
10067 



14785 
4837 

7300 
12322 

« 

6247;- 
13375 



11847 
7338 



9524 
9661 



6370 ' 7152 
13252 12033 



13375 
5810 

6165 
13020 

5515 
13670 



19662 19185 

* 

*Age data not available for Spring 



-3.l_; 
-0^8 

-0.3 
■ -4.0 

12.3 
-9.2 

-9.5 
20.1 

-15.5 ' 
5.7 

-1.1.7 
2.2 

-2.4 

39 



-tf— b'pring 



1973-.- 

'>1255 .. 
^6886 

8963, 
9178 ■ 



1974 

11315 > 
7933 

9686 
9562 



6829 

* 

1J312 

10296 
7845 

3150 
14991 



6775 
12473 

; ,»1? 97 A 
6274 

T 

4782 
^14466 



15.2 

« 

4.2 

-0.8 
10.3 

26.0 



-20.0 



51.8 
-3.5 



18141 



19248 



"5 



6.1 



»S ANOEI.es COMhOmiTY CCUECEl . • E»ROUMENI AND AHENKANCE: ;1964.1974 



Ethnic Distributions! 1972-73 vs. 1973-1974 
•Los Angeles City College^ 













p 














* 


1972 7. 


1973 % 


-Diff. 


. 1973 7. 


4974 % 


AnericanTlndian 

c 


^ 0^6 


0.$ 


0.0 . 


* 


0.9 


olauiv/ negro 


32.0 


32.3 


0.,3' 




, 05.7 


.Oriental/Asian 


11.6 


12.6 


I'.O 


* 


12.9 


•Other Non-White 


"2,8 


^ 2.1 


^ -0.7 




1.9 


Spanish*Surnamed 


14.5 


15.4 


. o'.g 




15.0 


• Other White 


. -;38.5 


V, 

37.0 


-1.5 • ' 


* i 


33.6 


^^tal Reporting 


16932. 


15675 




it 


' 12106 


X Reporting , 


86.3% 


81.8% 




*^ 


. 62.9% 


* No ethnic data available for 


Sprihg 1973 







it 
it 

★ 

it 
it 



ERIC . 



40 
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LOS* ANGELES 'c6mMUNITY COLLEGES 



ENROLLMENT AND ATTENDANCE: 1964 - 1974 



ENROLJLMENT" 



Los Angele.s City College 
Fall 







-Day — ■. 


— Evening 


Total 


♦ 


Enr. 


- %Chg. 


Enr... 


5:Chg. 


• Enr.. 


■ .XCKfj. 


1^73-74 


• 11847 


-3.1 '. 


7338 


-0.8 


=4.9185 


-2;2 


. 1972-73 


12226 


6.3 


7396 


17.3 


19622 


' 10.2 


1971-72" 


11497 


■ 4.2 


6305 


-10.3 


17802 


-1.5 


1970-71- 


11038 


6.9- 


7031 


-1.5 


18069 


3.5 


1969-70 


10323 


, -4.1 


• 7140 

0 


-10.5 


17463 


. r6,8 


1968t.^9 


■10763 


5.2 


. 7982- 


• 1.0 ■ 


18745 


.3.4 


* 1967-68 - 


. , 10233 


■ - 4.2 


* 7904 


-3.6 


18137 


0.6 


1966-67 ■ 


* 9822 


2.6 


8201 


11.6 


18023 


6.5 


1965-66 


9573 


^ 5»8 


7349 


17.4 


16922 


10.6 


1964-65 


.9045 

» 


ii.o"~-" 


6261 


-22.6 


- 15306. 


-5.8 



Spring 







-Day 


Evening- — * 


■ — -.-Total 






Enr. 


• %Chg. 


' Enr.. 


%Chg. 


Enr. 


%Chg. 


1973-74 


11315 


0.5 


7933 


15.2 


192^8 ' 


6.1 


1972-73 


11255 


-0.7 - 


6886 


■, 8.2 


18141 


2.5 


1971-72 


11337 


4.6 


■ 6364 


-10.7 


17701 


. -1.5 


1970^71 


10S41 


.5.5 ' 


7129 


-10.3 


17970 


-1.4 


1969-70 


10271 


-5.6 


. -7947 


-6.9 


18218 


-6.2 


1968-69 


10877' 


7.0 


8539 


16.6 


19416 . . 


11. 1 


1967-68 


10161 


0.7 


7321 - 


-10.6 


■ 17482 


-4.3 


1-966-67 


10091 


6.4 


. .' 8185 


<f 14.9 - 
7.1 


18276 


10.1 


1965-66 . 


9485 


16.7 


7121 


16606 


•12.4" 


1964-65 


8127 


'•• -0.5 


6649 


-10V*2 . 


14776 


-5.1 

• 



lOS ANGELES COMMUNITY COLLEGES 

/ 



ENROLLMENT AND ATTENDANCE: -1964 



^ Weekly Student Contact Hours 

J/, 

. Los Angeles City College 



-Day— 



FaU ' . 
-Evening 



Total-. — ^- 





WSCH 


ZCh. 


WSCH 


ZCh.. 


• WSCS 


ZCh. 


1973-74 


. 158039 


0.8 


■ 58899 


0.9 


216938 


0.8 


1972-73 


■ . '156813 


-3.8 - 


58401 


18.6 


21*5214 


^ 1.4 


1971-72. 


.162943 


-2.6 


49238 


• -0.1 


212181 


• -2.0 


.19^0-71 


167232 


0.3 

« 


49277 


-0.8 


216509 


0.0 


. 1969-70 


166784 


6,4 


... 49690 


-5.3 ^ 


216474 


3.4 




. -^^^ 


• 


Spring 










-"^i — ^"rDay- 




Evening 








WSCH 


%Ch. 


wsca 


%Ch. . 


WSCH. „ 


ZCh. 


1973-74'' 


152635 




• 63876 . 


13.5 


216511 


-2.3 


1972-73 


165382 


3;5 


563.02 


8.7 


221684 


4.8 


1971-72 


159725 


-1.4 


51772 . 


-5.0 


211497 


-2.3 


197Q-7.1 


162064 


2.9 


54474 


-1.1 * 


216538 


1.9 


1969-70 


-157542' •* 


-4.5 . 


" 55061 


-0.5 ' 


212603 


-3.5 



i 
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S ANGELES C0M^^UN1TY COLLEGES * 



1973-74 
1972-73 
1971-72 
1970-71 
1969-70 



mOLLMENT AND ATTENDANCE: 1964 

Weekly Student Contact Hours Per Student 
Los Angeles City College 



Fall 





— — — Day- 




——Evening 


Total 


— — — ^-o 




WSCH/St. , 


2Ch. 


WSCH/St. 


ZCii. 


WSCH/St. 


ZCh, 


1973-74 


, 13.34 


4.0 


8.03 


1.6 


11.31 • ■ 


3.1 


1972-73 


li.83 . 


-9.5 


7.90 


•1.1 


10.97 


-8.0 


. 1971-72 


14.17 


-6.y 


7.81 


11.4 


11.92 • 


-0.5 


1970-71 


15.15 

4 


-6.2 


7.01 


.-.p. 7 


11.98 


-3.3 


.1969-70 ' 


16.16 


10.9 


6.96 " 


^ 5.9 


12.40 


11.0 



WSCH/St. JZCh. 
13.49 . -8.2 
14.69 .... 4.3 
14.09 -5.8 
14.95 -2.5. 
15.34 * 1.1 



Spring 

Evening — - 

WSCH/St. %Ch. 

8.05 ■ r-US 

8.18 0.5 

8.14 6.5 

7.64 .10.3 

6.93 6.9 



—Total 

WSCH/St. , ZCh. 
11.26 • 



12.^2, 
11.95 
12.05 
11.67 



-8.0 
2.3 
-0.8 
3.3 
2.8 
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LOS ANGELES COMI^NITY COLLEGES 



ENROLLMENT AND -ATTENDANCE: 1964 - 1974 



Average Daily Attendance : Day - Evening Comparisons 



Los Angeles City College 



Fall 



1973-74 
1972-73 
1971-72 
1970-71 
1969-70 

1968-69 
1967-68 
1966-67 
1965-66 
1964-65 



Day 
OTA 

8600 
8563 
8988 
9278 
9281 

8685 
6497 
6546 
64^0 
5664 



Day 
DA 

769 
572 
■ 695 
328 
311 

346 
1780 
1485 
1511 
1505 



0 Total 
bay 

9369 
. 9135 
■9683 
9606 
9592 

9031 
8277 
"8031 
7951 
7169 



%Ch. 

2.6 
^5.7 
0.8 
0.1 
6.2 

9.1 
3.1 
1.0 
10.9^ 
4.6 



Eve. 
OTA 

1207' 
1089 
926 
866 
1078 

1085 
21^10 
2521 
2001 
1770 



— Evening— r- 

Eve . . Total 



DA 

1241 
1374 
1258 
1309 
1665 

1817 

578 . 
572- 
469 
470 



Eve. ZCh. 



2448 
2463 
-2184 
2175 
2743 

2902 
2688 
3093 
2470 
2240 



-0.6 
12.8 
0.4 
T-2a.7 
-5.5. 

8.0 
-13.1 
25.2 
, 10.3 
-14.: 





Day 


Day . 


Total 




OTA. 


DA,. 


Day 


1973-74 


8186 


560 


8746 


1972-73. 


9011 


475 


9486 


1971-72 


■ 8977 


629 


9606 


1970-71 


■ 9040 


.- 352 


9392 


1969-70 


8734 


25 


8759 


1968-69 


9181 


* 323 


. 9504 


1967-68 


6381 


1748 


8129 


1966-67 


6632 


1505 


8137 


1965-66 r 


6332 


1485 


7817 


1964-65 


5340 


1420 


6760 


> 

1 






4i 



■ Evening' 



%Ch. 


Eve. 


Eve. 


Total 




OTA 


DA . 


Eve. 


ZCh. 


-7.8 


1791 


1746 


3537 


50.7 


-1.2 


1135 


1212 


2347 • 


•9.0 


2.3 


933 


" 1221 


2154 ^ 


-7.1 


7.2 


986 


1332. 


2318 


-23.7 


-7.8 


1201 


183? 


3040 


-0.7 


16.9 


1154 


1908 


3062 


21.2 


-0.1 


1984- 


543 


2527 


-12.3 


4.1 


2349 


533 


2882 


4.6 


15.6 


2232 


524 


. 2756 


24.5 


0.2 


■ 1748 


465 


2213 


-8.9 



ENROLLMENT AND ATTENDAKCE: 1964 



-. 197A 



^ Average Daily Attendance: .OTA - DA Comparisons 
■ " Los Angeles City College 



-OTA- 



Tall 



— College~- 





Total 




Total 




^ Total 






OTA 


ZCh. 


DA 


XCh. 


College ' 


ZCh. 


1973-74 


9807 


i.6 


2010-' 


3.3 


11817 


1.9 


1972-73 


9652, 




1946 ' 


-0.4 


11598 


-2.3 


1971-72 


9914 


> -2.3. 


1953. 


l'9.3 


11867 


0.7 


1970-71. 


10144 


-2.1 


1637 


-17.2 • 


11781 . 


-4.5. 


1969-70 


10359 


6.0 


1976 . 


..:-8.6 


12335 


3.4 


1968-69 


9770 


13.5 


2163 


.-8.3 


11933 


8.8 


1967-68 


8607 


-5.i 


2358 


14.6 


10965 


-1.4 


1966-67 


9067 


7.4 


2057 


'3.9 


11124 


6.7 


1965-66 


8441 


13.5 


1980 


0.3 


10421 


10.8 


1964-65 


.7434 


1.8 


1975 


-9.4 


9409 


-0.7 



ERIC 



OTA 



Spring 



College 





Total 




Total 




Total 






OTA 


ZCh. 


DA 


%Ch. 


College 


%Ch. 


1973-74 ' 


9977 


-1.7 


2306 


36.7 


12283 


3.8 


1972-73 


10U6 


2.4 


1687 


-8.8 


11833 


0.6 


1971-72 


■ 9910 


-1.2 


1850 


9.9 


11760 


0.4 


1970-71 


10026 


0.9 


1684 


-9.7 


* 11710 


-0.8 


1969-70 


9935 


-3.9 


1864 


-16.5 


, 11799 


-6.1 


1968-69 


10335 


23.6 


2231 


-2.6 


12566 


17.9 


1967-68 


8365 


-6.9 


2291 


12. A 


•■• 10656 


-3.3 


1966-67 • 


8981- 


4.9- 


2038 


l.A 


11019 


4.2 


1965-66 


8564 


20.8 


2009 


6.6 


10573 


17.8 


1964-65 


7088 


0.3 


1885 


-10.7 


8973 


-2.2 
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SATELLITE PHILOSOPHY ' . • . 



The basis behind developraeht of a satellite center isr ■ — ' • 

fotinded upon the principle of ""The College VJithout Walls"" ' 

' , • ' ■ ■' > . ,- 

which emphasizes the concept of providing fche^full and . , ' - 

. '. - ■ «■ " ?j> - ■ , . . 

effective use of educational resources. to members of ^Jx.e-* 
community who cannot, or will'not, come to the campus but 
who want to continue, their education. . * ' * . . '\ 

' ' - 

Education should be a relevant experience ; v/hen the/atudent 
- - whether the continuing high school graduate or'.the" return 

ing adult seeking a broader horizon presients himself at - 

the Center, he has a right to expect relevant and productive 
programs. The college should determine the level of prepar- 
ation that the student already possesses and provide programs 
that will help him to achieve his educational goals. ^Courses 
therefore, should be current and meaningful., they shoiild'^be 
evaluated periodically for possible adjustment, expansion or 
elimination. ' Additional progr^s and courses should be 
established to meet newly identified needs. Multiplejsourcgs 
of information (students, community, enrollment patterns, 
employment information, etc.) should be used in this ongoing- 
review of . goals and programs. 
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Education should be a huraanistic process. The intent sh^ould 
be to provide an educational environment which is oriented to. - 
the particular needs of the individiial,, where all foms of 
person-to-person interplay which are conducive to learning 
are encouraged (student /student, student/facxxlty, faculty/ 
^faculty) • This should include maximum COTimunication between 
instructors and students, including full disclosure of instruc 
tional .goals and behavioral objectives ♦ Central to this pur- 
suit is the creation of learning units small enough to permit 
a high degree of individualized attention to the concerns of 
students, where liijes of cpramunication are Short and institu--^ 

tional flexibility- is long. ' . 

.... / - } 

Through a commitment to this philosophy, the college will 
. strive 'to be a responsive and, integrated educational force, 
wit'hin the East-Northeast area. 
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LOS ANGELES CITY COLLEGE 
SATELLITE CENTER ^ 

(Hereinafter called the Center) 

GOALS 

!• The Center will stress attention to the individual and 
will strive for a high degree of communication among 
students, faculty, administrators, and community. . 

2. The Center will provide the opportunity for students to 
determine their abilities and explore their interests* 

3. The Center will, respond to thQ special needs of the 
various segments .of the East-Northeast population. 

if. The Center will promote learning through traditional and 
non-traditional delivery systems. 

c 

5* During the first year, the Center will test its experience 
' against its goals' and be. able to judge^ the validity of its 
initial vision; 

60 The Center will engage in an on-going progi^am of self- 
' evaluation in order to seek continuing effectiveness in 
meeting the educational"' needs of its community. 

■ " / ■ ■ ■ 
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OBJECT! Vliia ' . 

,1. Commixnicate .the collegels* educational philosophy to 
^ staff, students, and community, emphasizing that the 
exploration and evaluation of that philosophy and its 
application is^ a continuing, cooperative process at 
the Center* 

2. Base the instructional program on a clear definition of 
education philosophy and full disclosure to students of . 
instructional goals and behavioral objectives • 

3# Create a comprehensive counseling and testing prpgcam to 
_ help students become more aware of their own talents and 
of the full range of career options that are available 
to them at the Los Angeles City College campus. 

4. ^Develop a broad array of student services, including 
counseling, placement, financial aids, and assistance 
to the handicapped. 

5. Facilitate student exploration of disciplines and transfer 
from one program to another. 

6. Develop special programs for the many diverse segments of 
Northeast area population, including multi-^cultural groups 
veterans., older adults, women, people who are not able to 
travel, etc. - 

♦ 

7. Provide a broad range of educational options by offering 
traditional academic .sul?jects and k careful selection of 
career programs that respond to student interest and 
employment trends. 



8» Utilize community resources in 'educational programs, 
including cooperative'^ education vdth industry and 

laboratory facilities for allied. health. 

I. v 

9. Offer introductory courses, taught in Spanish, coordinated 
' vvith" a" High Intensity Language Training Program (HILT) in 

English, for the "Spanish" noh-English speaking student so 
. that his education will not be delayed* Offer bi-lingual . 
instiniction for those who will benefit from such an approach. 

10. .Offer classes at a time m^ost conducive to the personal 

schedules of working students. . 

11. Involve the general community through' a varied community 
services program," through muiti-raedia publicity and recruit- 
ment, and through community advisory committees'; 

12. Establish on-going -articulation with senior high schools^, 

creating an environment in which the community college is 
in logical sequence with the earlier years. of education and 
is an integral part of the educational awareness of the 

'^residents of the area. — . 

13 • Promote institutional renewal and adjustment o^* college .goals 
through periodic review of college programs, in-seiyvice 
c ■ training, faculty/student/administrator dialogue and 
college/community interaction. 
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COST EFFECTIVE ANALYSIS 



Overall estiimted cost for Fhone Power 
recruitment using a private line with a 
• rotary system and five student workers- 

Estlinated *calls per day at 20 calls per 
hour X 3 students x 6 hour day 

EstiJiated nuirfcer of calls/contacts ^ 
for 157 days - 

If LACC has a 105? increase in enrollment 
over the Fall 1973 semester as a result 
of the calls i the project v/ill be called ^ • 
successful. Ihis means l,9l8 new students" 
at an estimated 3-unit class per 9tjadent. 
Estimated nurrber of college hours or units 
of instruction per semester, 5'>75^ per year ^ 

Using the attached formula for conputation 
of ADA ungler 21 or over io units (per 
seiTBster) ^ ^ 

^Over 21 and under 10 -units \ 

t^der 21 or taking 10 hours, using the 
foimna 1 ADA for one year, 17.36 hr. =^$1-020 
5,75^ npurs x'2 seijiesters = 11,508 hrs. 



* 9,057.20 

360 . 
56;,520 - 



11,508 

$ 28,9'i2.6l 
$ 20,i|li|.8l» 



17.35 (\ADA). 

. Over 21^and under 10 units, using the 
formula IvADA for one year, 
18. 7"? hoursi = .$125 • 
"5,75^ hours \x 2 semesters 
11,502 hours 7 18.77 (1 ADA) = 



approx. $670;ii|0 



approx. $ 75,667 



\ 
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APPBnIDIX d 



COST EFFECTIVE-ANALYSIS 



Page 2 



MANHOUFS 



It is Estimated that five, student workers should be trained to use the 
three telephone instnments six hours a day . 
•(10 a.m. to 1 p.ni.' and 6 p.m. to 9 PijuO ■ , > 



4 

^ Hourly" rate per studer^t ,wori<er 



It; will t.alce 40 mn^iours ta train five student 
v/oricers 

Mileage and parking for two cars for training day 
(Est. JTlles, round trip for two Cars - 
30 miles at .12 per 'mile) • 

Parking for t\'/o cars during training^. 

rfeals for student workers ^and one supervisor 

Phone Power will be in use"" from 1 Apr. 197^* to 
30:Sept. 197.'! (6 hrs. per <i=iy x 157 day^) . 
Estimated cost for stud^t workers 

Estijnated total cost for student Vforkers, 
including training 

Total estimate(^ cost for "Phone Pov/er" 
recruitment * * 



$ ,2.10 • 
81.00 

3r60 

6.00 
' 20.00 

5,931.60 , 



6,018.20 



9,057.20 (PL) 



\ 



^ 
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•ZIP CODE AREA MANPOWER PROFILE 
DEMOGRAPHIC STUDY 
CENSUS INFORMATION DATED l6 APRIL 1973 



V. 



Total population sampled 



Eag-le- 
Rock 



Highland 
Park ■ 



Lincoln 
Heights 



36,-421 



Median years of , education age 
25 - 44 ' 
45-54 
55+ 



12.7 yrs" 12.5 yrs iO.l yrs 
12 . t yrs 12V3 yrs - " ■ 8 . 6 . yrs 
'12 ."6 yrs,. 10.6 yrs " 6.0 yrs 



Population 25+ 

Percent No Schopl 
.Elementary 
Some |High School 
High School Grad 
College^ Grad 



13,373 
• 0.6.5$ 

17.2 

17: 5 
36.3/- 
11.6 fo„ 



24,339 
li? 

22.4 
21. 0 

32.^1 ^» 
9.1?^ 



15,933 
6.8Va 

45.2 

19.2 f^ ' 

l8'.5f» ; 
3.9 5'- " 



Total Labor -Force (civilian) 
. Armed Forces 

Employed - by perdent 
.■ Unemployed - by percent?^. . 



^9,925- 
,.20 

94. 9' '/o 



5.1? 



17,898: 
49 

94. 5 
5.5 f» 



11,205 
" 7 
92;i5« 
7.9>'/» 



' Occupational Distribution 

'The follovdng occupational 
■ grouping is lasted by percent; 



9,419 16,.911 
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10,321 



1 

Professional and kindred" 


' .18.4?S 


l3..5.V^ 


7.2-^ 


Fanners and Farm Managers > 


0 


■ .lf» 


Managers except Farm*.^ 


8.7 f» 


7.455 


3.5 5^ 


Clerical and kindred 


24.1 ?o 




16.8 


Sales Workers - 


7.7 ?o 


• 5... 5.^0 ' 


• 3.6 


Craftsmen, Foremen and kindred 


15.2 


15.4 


13.5 


Operatives and kindred 


ir.iyi 


17. 3 5i ' . ^ 


37.oy» 


V 
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Occupational Distribution (cont'd) 
Seirvic'e incl..*Priv, House 
Farm Laborers and Foremen •• 
• tiaborers, except Farm or Mine ^ 



Ealgle- 
Rock 



Highland 
Park 



Lincoln ■ 









11.6 5$ 


9.9 


13.1' 55- 


0.1 i 


. o. i 


* 0.' 


3.1. ?5 . 


4.2 


. 5.2 ^' 


9,420 


16,910 


10,322 


6.0?^ 


.4.lfo • 


■'■ '3.7i 


18. 49^ * ■ 




40.-955 • 


, ■ 10,3f» 


13.455 


20.355 .' 


S,15$ 


10*455 


20.355 


9.4f» 


■ 9 . % 


. 5.,9-^ ■ 






3.7f» ' 




if •070 










1 C\ Ac?* 


10 Oc/ 

« 




11 • 






i 1 no/' 




0 net 




6.355 , 




5.7/- 


5.75'» 


6.455 



Industrial Distribution 
. V All' Industries by. percent ; 

'Construction 
'Manufacturing 
. Durables ^ . ' J.. 
^ . Nondurables 
Public Utilities ' _ 
, . Transportation 

V/holesale Retail 

Fin.., Ins., Bus., and Repair 

^ Other Professional and Related Serv. 
* * 

/ Educational Services 
< ^'Public Administration 
Other Industries 

■■■ ■■ - \ . . 



TRAINING OF LOS ANGELES CITY COLLEGE STUDENTS FOR PHONE POWER 



Qualifying customer as a potetitlal Phone- Power prospect 

611 Barron, Account Manager for Los Angeles City College and Bob deGuevara, 
Phone Power Representative, both of Pacific Telephone, met with Stan Schall ' 
to determine if LACC qualified as a Phone Power prospect. . Mr. Schall 
submitted a cost .analysis for a program. 

• First top management meetinq , . . , " • 

A meeting- was' be! with the following personnel to discuss the feasibility' ' 
of the proposed Phone Power program:. Dr. John Arithony, College President;' 
Gene Phelps, Assistant to the President; Jim Heinselman, Dean of Instruction; 
f Stah.Scha.ll, Coordinator of Career Education Programs; George Young, Dean: 
of College Development; Gil Barron, and Bob deGuevarJi. It was concluded 
' that the Phone Power program would accomplish the objective of increased 
~— ~-€ncollmen:|: for the col lege- and 'that it would be mutually beneficial to the 
college and Pacific Telephone. J 

A cofrmitment v/as made for top level assistance for this program from the 
college for staffing and implementation. * _ • 

Selection of prospective Phone Pov/er Specialists 

The selection of personnel, an important function' to the success of the 
Phone Power program, was conducted by Los Angeles City College. Some of 
the basic requirements in considering prospective Phone Power Specialists 
were: 

U An ability to speak clearly and be understood over 'the telephone * 

2. Be able to empathize with the prospective student \ 

3. Knowledgeable about college procedures and course curriculum 

4. Be a self-starter and able to generate enthusiasm 

'1 . " ' . * " 

Selection of materials -for training and usage during program 

Phone Power (PP) Representative Bob .deGuevara researched the additional' 
material that would be needed in this specia-lized training program. By 
joint effort witji the college, the Phone Power training material was ^ 
customized for use during training day. * \ 

Material was provided by the school to enable the PP Specialist to 
. answer 'most questions encauntered during telephone calls (packets were 
provided for each Phone P&Ver Specialist by LACC). ' , 

Traihino Day ' , \ • ^ 

Training day consisted of one fiill day of training for all prospective 
PP Specialists. (See attachment for training day outline). In addition 
two supervisors from Admissions Office and the LACC program supervisor 
Mr. Charles Brown attended the session. (See " Enclosures. ) 

APPENDIX F 



Completion of Phone Power training 

Certificates of .completion of Phone Power Specialist training were prepared 
by Pacific Telephone, signed by the Phone Power Representative and by the 
. Dean of t,he college, and presjsnted at an appropriate ceremony by the. . , 
College Ijresident. , ■ 

Follow-up * • 

A* planned follow-up is continuing with the PP Rep. from the Telephone Company 
and his counterpart from the college to be sure that the PP program is being 
Implemented and. that PP techniques are ajJhered to. This follow-up is critical 
to the success of the project. The program is destgned to be flexible so 
that effective changes could be made to assure program growth. 



Robert deGuevara 
Pacific Telephone Company 
Phone Power Representative 
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TRAINB^G. DAY FOR LACC 



1. TM Kick Off ' ^. ^^Z . i 



2. Who You Are >' ' ' ' 

A. Naine Cards 

B. Paper and Pencils * : . , 

3. Introduction of Scudents 

"A* V/here They Live < 
B, \Nhat Do They Do^ ' 

1|. What You kte Going To Do 

A, Outline Day - 

B. Coffee Breaks and Lunch 

5. Los Angeles 'Coirmmity College Goals 

A» DetexTTiine v.hy student dropped out of schoal or did not attend 
after enrolling 

B. Inform prospective student about nev/ course certificate progranB 
and enrollment procedures ' 

C, Enroll Students 

6. Personal Goals ^They Set Their Goals) 

A, Money 

Br Training * i 

C. Sharpen Skills* 

D, Keep Job "Clf This Is Successful! 

7. Conditions 

^ A; E^tiDated 20 Calls Per Hour 

B, 105 Enrollinent From Ihese Calls- 

C , I^Lninium of 3-Uriit Class Per Student 

i 

8;' l^roblems CG^t Ihem to Express l!iem If Possible 
A,^ Objections From Prospective Student 
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TRAINIMG DAY FOR LACC (cont^d) 



Pa^ 2 



!• Stand In Too Long a Line 

2. Forfns Too Coirplicated 

3. Can't Get 'Classes They V/ant 



Long Winded Person 



C. 



Person V/on't Talk 



9. 



Solutions 



A. Overcome Cbjections (Ihrough Sintex Training) 

B. Tact 

C. Stress Benefits - Use Vocabulary Familiar, To Student, 



B. Keys to Good Listening CUse Genius Test as Lead-ih To 
Good Listening) 

C. 12 Persioasive Words 

D. Job Aid Fonre ^ 

E. Do's and Don'ts • ^ 

11. Luncfi 

12. Lily Tonain Tapes 

13. Critique Cards 

1*1. Specialist Version Tape 

15. Form B and Role Play Cards 

16. Role Play 

17. Job Aid Cards to Take Home ^ 

18. Conclusion . ^ ^ 

A. Assure them you v/ill be there next v/orldLng day to see if 
inplemented 

B. Coordinator to help you implement 



10. 



Introduce Sintea 



A. 



Review Material in Sintex and Handout 
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THE TELEHIpNE CAIL . 

1. This is __J ^ fran Los Angeles City CoUe^, 

2. John, you vrere enrolled ^here _^ . ' 

3. ' "^ihat was the reason for your dropping out of school? Or, riow 

conie you dropped out of school? ♦ 

Expression of eirpathy, if called for, • 
' We are starting some new offt-canpus courses 



Or,*>;e are r starting 



a enrollment procedure by phone • 

5. • Ask fact-finding questions to: ^ 

• A, Confimi information you have.' 

B, Obtain .ne\^^ information (open ended who, vAiat, v^ien, where,- 

why and how}. ^ 

6; The new off-canpus classes are offered to make it^ easier for you to 
attend. ' ' ' - 

7/ Overcome objections: 



/ 



o 
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A. Confirm understanding of the Objection. 1 _ / 
CAsk , question about objection — restate question) 

B. Prepare the customer for S:our answer. 

(Get him to vant to listen - - arouse his curiosity) 

C. Answer the objection. 

'(Use your knOTledge about coursed* offered) 

D. "ihe enrollment by phorje Is 'of fered to avoid the long lines at 

school 5 and you can sign up for the courses you want rij^t nar. . 
(Use as overcoming objection to long enrollment process at school) 

E. Stress a benefit v 

(Classes close to home, sign up now, :io waiting in line ait school) 

8. Ask for the enrqlLi^nt. ' ^ ^ 

Use forced-choice questions. . * 

(1) ^'IThich course do you want to enroll in?" 

B. Explain you'll place a follow-Up call. 

C. FJcpress thanks. ^ 

' ■ " 60 



FOLLCW-UP VERY IMPORTANT - 
I. , update your students' records. 



2. Record the date of the proposed follow-up call. 

3* Make sure student's enrollment form atfci' class reservations card is filled in 
correctly • . * 

* « 
Success of the program depends on maintaining accurate records so that the student ' 

m 

receives the seryice indicated in the initial phone call, 

1. Use ^short form - (off campus) for the phone call and additional information for 
a long form which could b.e . obtained whieh"^s"tudent comes' jLn-« * , * * 

2. Program "Phone Power" recruited students, so that they go to a special location 
to receive preferred treatment when final enrollment procedures take place; i«e 

• photo— last minute changes. 



PRINCIPLES OF USING T H E TELEP HONE- 

This section discussed the two basic principles of \using the telephone. 

1. Uneasiness is overcoine by preparHlon and practice. 

2. Successful communicatipn is not dependent op vis^ia^ techniques, 

TECHNIOIJES OF IfSING- THE TELEPHONE 

This section discussed several speicific techniques for creating a favorabi 
impression on the telephone. " 

1. Be confident. . * • , ' • 

a. Take a deep breath, ' ^ • 

b. SnriTe. % • • . . ' ^ 
Z. Be easy to understand ■* 

a. Speak at no more than 140 words per minute 

b. Open your mouth. 

3. Be polite . • • ' 

^. Excuse yoursel f when leaving the telephone. . , 

b. * ,Doa*t slam the -receiver down on anything. , • 

c. Don't make a customer wait on the line over 30 seconds, 

d. Let your customer hang up first. 

4. Be businesslike 

I 

a. Prepare a checklist, - 

b. Have enough paper and pencils 

e. Write clearly. • 

5. Use listening*- techniques , remember these five steps: 

a. Don't interupt. ' ' ' 

b. .Anticipate. - • '* * 

c. Concentrajte. - , Or simply E. A.R.S, : 

d. Evaluate. evaluate • 



e. Mental recapitulation^ Anticipate - Don't interrupt 

Review 

\ 



(review constantly) 

^2 Speculate 



He gets the prospect into the act. * , 

TOO MANY SALESMEN THD<K in terms of tgllj.ng the prospect about their product 
or service* He expects the prospect to, sit "and listen, then sign the order* 

The trouble is that it seldom works out that way. The prospect gets bored, 
restless, tired of listening. Instead of signing the order, he looks for 
some way to close the interviewi ' ' ' 

You can get more attention — and close more sales-- by asking the right ques-* 
tions. than you cs^n by making flat statements. What kind of questions? 

—Questions that s«how your interest in Kim 
9nd his business, 

^Mjuestions that reveal his need for your 
product or service, 

.—(Questions that make him aware of this need, 

—Questions that make him think about the 
important advantages and benefits you have 
to offer, 

— Q^^stions which x/ill lead him to sell him- ^ 
your proposition. 

The salesman who asks questions isn't trying to fprce his opinion on anyone. 
He is nerely helping the. prospect analyze his problen; and make up his own 
mind. He isn't telling the prospect what to do — he's assisting him in reach- 
ing an intelligent decision. " . *• * 

You know the needs and wants your product or service is designccJ to satisf^t 
What questions can you ask, that will make the prospect conscious of these un- 
filled needs and wants? What can you ask that will make him keenly awar'e of 
what he is missing? . . / 

You know the major benefits you have to offer, VJliat questions can you ask 
,that will make the prospect realize the importance of these benefits to him?, 
What can you have him 'do, ^ try, look at, or give his opinion about? 

A good salesman is like' a trial la^o^er examining a friendly witness. A com- 
petent lawyer comes to court armed with a series of questions designed to bring 
xOut the evidence- in its most favorable light* You should be prepared with 

a similar series of questions whenever you talk with a prosp.ect. 
► ' •» 

^If prospects seem restless, maybe you're" talking too much. Start asking 
questions instead* Leu them talk — ^you listen for a change. If you aSk 
the right 'questions you may listen yourself right into an order. 
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* FROM YALE'S PSYCHOLOGY DEPARTMENT -12- MOST PERSUASIVE" WORDS : 



YOU 

MONEY 

SAVE 

MEW 

EASY- 

LOVE 



DISCOVERY 

RESULTS , 

HEALTH 

.PROVEN 

GUARANTEE 

FREE 



These proven ^wdrds are free for you to use. You'll "be 
conununicating with words p,eopl e_love to hear. And., when 
YOU Co, you'll make an important discovery . Jou.'l-l be 
raaking more money , save more time, and even "improve your 
health ; They'll; guarantee you new results by helping you 
be easy to buy from. - ' " 
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EMOTION PACKED WORDS 



Many psychologists- ^agree that certain words have an emotional impact on people. 

Some words almost auizomatically have a strong emotional appeal, no matter how 
they •re used- Communications experts have tried %o identify, these power-laden 
words, •and their, research has proved valuable to salesmen, advertising men, 
.politicians, and anyone trying to influence other people. One of the earliest 
'^nd most complete lists of emotion-packed words was drawn up by a noted psycho- 
logist, many o£ whose suggestions are included in the following new list: ^ 



HOW MANY OF THESE WORDS CAN YOU TIE TO YOUR PRODUCT? 



1. 


Scientific 


29. . 


Amusement 


z« 


Durable 


30. 


Hospitality 


• 3. 


Clean * . 


31. 


Youth 


4. 


Efficient •• 


32.. 


Hunting 


5- 


Time-saving . 


33. 


Status 


6. 


Appetizing 


34. 


Enormous 


T. 


Affectionate 


35. 


Low-cost 


8. 


Value' 


3G. 


Genuine' , 


9. 


Fun 


.37. 


Progress 


10- 


Ambition 


38. 


Thinking 


11. 


Love ' 


39. 


Excel 


U«' 


Reputation 


AO. 


Civic pride 


14. 


Stimulating 


Al. 


Patriotism 


15- 


Safe . 


A2. 


Ke commend 


16.. 


Popular 


A3. 


Sociable 


^17- 


Ecqnotaical 


4A. 


Stylish 


10- 


Mother 


. A5. 


Admired 


19- 


Kodern 


■A6. 


Royalty 


2()-. 


Health 


A7. 


Beauty 


21- 


Quality 


• A8.' 


^^ersWality 


22- 


Elegance 


. A9. 


Independent 


23- 


Bargain 


50. 


Successful 


24- 


Sympathy 


. 51. 


Up-to-date 


25- 


-He'cessary 


52. 


Tested 


2d- 


Home 


53. 


Expressive 


27- 


Courtesy 


54. 


Relief- 


23^ 


Growth 


55. 


Tasteful 



\ ■ 
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. . ■ " . ^ KF.YS TO GOOD LISTENING 

LIMIT YOUR OWN TALKING . ■ 

• 'You cari't talk and listen at the same time. 

iji ■ ^"^^L^^proble^n^^^^^^ are important. . land you'll understand aad retain 
them better if you keep his point of view. 

■ if yljll^don' t understand something. . .or feel you may have missed a point... ^ 
clear it up now before it embarrasses you later. 

A p^use?^".even a lang pause. .'.doesn't always mean he finished saying 
everything he wants to. ^ • 

• ^^^^pSIufyour mfnd on what he's saying. Practice shutting out outside dis- 
tractions. '\ . . i> • - 

^^^'^Shl^wni help you remember important points. But... be selective, trying to 
note down everything he sa>s can result in being left far behind' or in . ■ 
-.1 " retaining irrelevant details. • _ 

LISTEN FOR IDEAS.'. -NOT JUST -WORDS . • . . ' 

You want to .gfet the whole picture., .not. just isolated bits and pieces. 

. ^"^^A^ SSionaU "Yes,". .."I see".'. .etc.", ..shoids the cus.tomer you.'re still 
with him.. .but don't overdo or use as a meaningless comment. 

* • vou? ^^-^ ^^^^^^ ^ 
. -with intact, form a kind of "static" that can blank out the customer's . 

message. • , • " ' '. 

\ ' '''^^TLrk/an^^^^ prepared in advance. ..when possible. ..free your mind • 

for listening- .\ ' - 

. REACT TO IDEAS... -NOT THE PERSON . ■ • ^^cf-v.,^f 

Don't allow: irritation at things he may say...or at his manner.. .to distract 

you. . • •• , ' . • .. 

DON'T JUMP TO CONC'uUS IONS ' . ^ fn 

Avoid making unwarranted assumptions about wh^t the customer is going to 
say.. or mentally trying to complete his sentences for him. 

'''I5u«n™ea?f "Treat deal about the custo.er.fro™ the «ay he says things":., 
the way he reacts to the things you say. 

NOTE- Mdk" vour conversations with your friends, your family, the people who 
serve you in the places you buy, a tool for improvi^ng listening skill ...tor 
^ "sharpening your inner .ear." o ^ 

ERIC V • Ob 



OBJectlON SHEET 
OWECTION 




CONFIR! 
PLOSE 



♦ 



, TBIAL CLOSE 



-ASK A SKILLFULLY. 
WORDED CLOSED 
QOESTIOM 



ln«nswering an OBJECTION," we must.first ... 

A. " LISTEN CAREFULLY • ' • ^ ' 

a ANSWER BY AGREEING • 

• a . ASK'A SKILLFULLY yyORDED CLOSED QUESTION 
which can only be answered with "YES!" .. 

D. TRIAL CLOSE AGAIN • ' 



•X. 
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tos^ngeles City College 

855 North Vermont Avenue / Los Angeles, Ca, 90029 / Telephone (213) 663-9141 



Thank you for your Ijiterest In returning to Los Angeles 
City College next falK The college is pleased It can 
be of service to you In providing the oppprtunlty for 
your continued education. ' . ' 

We have reactivated your previous application, and are 
in the process of developing a complete new registration 
packet for you., '^Provis'ions are bei ng made,' as Indicated 
'by our phone representative, to reserve the class or 
. ' • classes you selected on a priori ty basi s. 

In approximately six weeks, you will receive detailed 
instruct ions 'as cO when you will need to come to the 
campus (your only visit) to confirm class selections 
and complete the final step of registration. 

' , * » 

The date, time,, and place will also be on a priority 
basis. No lines to wait in or unnecessary delays. Please 
anticipate these ins^truct tons to arrive between the last 
week in' June and the first week of July. 

We look forward to havihg you as a member of our campus 
population. 

Sincerely, 



Charles Brown 
Outreach Programs 



CB/md . • 
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©s city College 



855-Norih Vermont Avenue / Los Angeles, Ca. 90(329 / Telephone (213) 663-9141 




1. 
2. 

3. 



6. 



QUESTIONNAI RE 
EAGLE ROCK CHA^BER OP 




s^^Br^r'l^sWomaire vdll assist vs in formdatlng 
guidelines as part of our educational needs. Assessment. 
In your coirniuMty. • 



Do you feel the need for LACC to cone into 
your community? , • 

V/ould ycu oraxxf irenfeer of your family take' 
courses at a satellite center established 
by LACC? 

Vfould you travel by auto or public trans- 
portatfon? (Circle one) . 

Would you recomrTiend lACC to others? 

Indicate your personal preference of the 
follo;^dng cuiTiculum offerings - * 
first choice - no/l, last choice - no. 5 



Yes 



Occupational [ ] 

Hurranities [ ] 

English/Speech [ ] 

Health Sarvices[ ] 
Other 



Draira [ ] 

Geology [ ] 

Accounting Machines [ '] 
Science [ ] 

C ] 



Jlfould you partj^cipate in a Community Advisory Board? 
If ansv/er is yes, indicate your- narm, address, and 
phone nurrber along with your area of interest. 

/ ' - Area orinterest * 



If you have additional questions, please contact Stanley L. Schall or 
Charles Brom, lACC, 663-91^1, ext. 207 or 208. Thank y>u. 



No 



C I 



C 1« C ] 
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DCS ANGEIES CI1Y. COLtEGE 

PRE-CALD PLANNING 

Build 'a list: of potential students 

A» Reverse, street cJirectories * 

B» Drcp-qut students 

C\ .list of veterans 

D» No shOTs 

Set specific call objectives 

A> Inform student about nev; courses, certificate progranB, 
and enrolljTient procedui^s 

B. Ehroll student 

4 

Prepare opening statement' 

A. Identify yourself and school 

B . Estab llsh-'rapport 

C. Make an interest-cijeating remark 
Prepare your sales inessage 

A. Stress benefits 

B. Use vocabulary familiar to student 
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THE TELEPHO^E CALL 



!♦ Ihis is : from Los Angeles City College ♦ 

2. (We* re offering free colle^ classes) or we're starting some 
college ^classes in your area, would you be Interested in attending? 

3. V/hat courses would you be interested in? Or, we are offering the 
follo;ri.ng courses j , , ^ * 

, VMch one v/ould you like to attend? ^ 

^. A. These classes are located in your nei^orhood. 

B. We carl take -your application over the phone now* 

C. The only fee for the .course is for the book* 

D. ' "These are college accredited courees, 

5. Overcme objections. 

A. Confirm understanding of the objection. (Ask question about 
objection - restate question) 

B. Prepare the customer -for your answer. (Get him to want to 
listbn --^ arouse his curiosity) 

. C. Ansv/er the objection. (Use yolir knovrledge about i^ourses 
offered) 

D. Stress a benefit, (Classes close to hone, sign ip now, 

no v/aiting in line at school)* * ^ 

6. Ask for the enrellment* 

A. Use forced-choice questions 

(1) '"l^Gh course do you vrant to enroll in?" 

7; ^ VJrap up the enrollment • 

A. "Let's see, you'll'-be attending the Wednesday ni^t class from 
7 to 10 P. r4. at the Eagle Rock location.'^ 

B; Explain ^^ou' 11 place a follow-up call, 

> ^ . C. Express thanks'. 
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City College 



855 North Vermont Avenue / Los Angeles, Ca. 90029 / Telephone (213) 663-9141 




15 July 197^ 



Dear Student: 



Thank you for your interest in attending Los Angeles City College 
,this Fall. I am sure you v/ill find the educational opportunities 
and experiences satisfying. 

» <» ' 

As indicated fay our Fhone Povrer representatives, your application 
and file have been reactivated and provisions are being rrade to 
enroll you into the ^college. 

(August 20,_,21,^ 22) at 5:00 P, hAs been reserved for you to 
come to the:, cairpus for final processihg of your registration. 
Report to Holnes Hall 6 on the day and tirre indicated t Please 
faring ^"rf-th you proof of your Social Security nurrfaer^d this 
letter. 

We are rrailing you a copy of , the Fall 197^ Schedule of Classes 
separately. Please st:udy the class offerings carefully and work 
out a faasic program for yourself before your appointment. Addi- 
tional help and/or counseling v;ill fae available in the Counseling 
Center -«AD 108 if you have "any difficulty. 

Los Angeles City College is attenpting to service you proirptly 
and efficiently at this tine. Please remerrber the date, time, 
and place to avoid any delay in processing your admission. 

Veiy truly yours. 



ERIC 



Charles • Brovm 
Coordinator of Admissions 
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JUL 9^ 197g ■ 
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